
Exhibit 4: Customer Complaint Procedures 
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Dispute Process 
If you receive a fail from a customer who is disputing part or all of their bill AND 
you cannot resolve their issue without seeking help from another Broadwing 
department outside OF Customer Care, please follow the steps below to ensure th  
customer is not disconnected prematurely: 

sfaR2 
Ask the customer for their account number and all appllcable circuit IDS. 

Send an email to DL-Collections DCsco with the information from Step 1 along 
with a briet description OF the dispute and what department(s) are being engaged 
to help resolve the matter.By sending this email, you are ensuring that our 
customer's service will not be disconnected and they will not receive collection ca 
for a period of 7 calendar days during which time we will work to resolve their 
dispute. 

62002 Broadwlng bmrnLnicat:ons. All roghts rfservcd 
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DisDute Calls: Hand-off from GC Services 
The following procedure should be followed in the event Collections is speaking 
with a customer and the customer states they have a dispute under $5,000 or 
notes indicate that the customer has previously spoken with Customer Care: 

sm&Ll 
GC Services speaks with customer and a dlspute is identified 

steQ2 
GC service representatlve warm transfers the customer to Customer Care at 1- 
800-422-1199. (GS Servlce will need to  input the account number into the IVR to 
route the call appropriately) 

-A 
GC Services will provide Raptor Representative wlth the following: 

Account # 
Account Name 
Envlronment 
Brief descriptlon of the dispute 

SteD4 
GC Services annotates the account that a warm transfer took place and the name 
of the Care representative owning the issue 

J 

ss2p3 
From thls point, the Customer Care representative will own the issue to 
completlon. 

0 2 0 0 2  Bmadwlng Cornrnunlcatms. Ad rights reserved. 
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Customer Escalation 
Customer Escalation refers to the step after you have done everything to  support 
and satisfy the customer within your level of authority. I f  customer requests a 
higher level of authority to Intervene, the situation then becomes a Customer 
Escalation. 

We all strive to provide the best customer service possible. However, no matter 
how hard we try to  satisfy customers, there will be those that wlsh to speak to 
someone other than you. By utilizing your customer servlce skills, you should 
always make a verbal effort with the customer to calm, appease, and keep them 
satlsfied at  the representative level. Educating the customer is critical In order to 
manage their expectatlons. Above all, take ownership of the call and do not 
escalate to  a supervisor unless it is absolutely necessary or the customer insists o 
a higher level of authority. 

I n  the event that a customer requests a hlgher level of authority for resolution of 
their problem, you must adhere to  the following process. 

St!i?@l 
Access the customer's account in the appropriate billing system. Review all notes 
on the account related to the customer's issue. 

sMJz2 
Access O n w  and determlne if a trouble ticket has been created that refers to  the 
customer's problem. 

After reviewing the notes on the account and any trouble ticket that may exist, 
determine if escalation efforts are already in progress. You should not duplicate 
efforts. 

If another CCR is currently working the issue, inform the customer of this a 
of any status information that Is noted in the trouble ticket or In the accoun 
notes, Inform the customer that the CCR will be contactlng the customer 
based on their outstanding commltment. 

Notify the CCR that the customer has contacted you and that you have 
provided an updated status. This CCR will still be the owner of this Issue; yo 
have simply assisted the customer on the CCR's behalf. 

If the customer inslsts that you work the issue, then you should create a ne 
commltment and advise the other CCR to cancel thelr commltment. 

* I f  the customer insists on a higher level of authority, proceed to Step 4 for Aust 
or Baton Rouge. 

htrp://core/procedures/escalations/custo 3/21/2003 
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Austin 
Warm-transfer the call t o  the Analyst Queue a t  extension 28844, to  
explain the situation. 

Baton Rouge 
Warm-transfer the call to the Customer Care Help Desk at  extension 
43171. The Help Desk rep will attempt to handle the problem for the 
customer. 

steps 
If the Help Desk representative cannot resolve the problem for the customer, the 
will warm-transfer the call to  the Escalation Desk Supervisor at  extension 45999 
explaln the situation. 

m T  

http://core/procedures/escalationdcustomere.scalation.htm 3/21/2003 
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Internal-Escalation of-Tro-uble Tickets 
Escalation Level 1 -Supervisor 

1 Care rep advlses Sdwrvisor of need to escalate and r e a m  

2 Sjpervisor mvIews the bcker to ensure it qua lfls for m l a t  on 
3 Supervisor cal s/ematls SupervtrorIMamger of appmprlate depament witn hcket number 

4 Supervsor notes rne bcket, manges escalation box to level 2 and notes correct bllllng Sysrem 

Escabtlon ~ a v d  2 - Manager 

1 Supeweor advises Manager of need to exalate and reason 

2 Manager revlews the ticket to ensLre II qLaIIAeS for eSca atlon 
3. Manager callslernai 5 Senior Manager of appropnate department wl th  t &e t  number 

4 Manager n o m  the tk*er, change5 Escalation I o  box to level 3 and notes cn"'ect billing SVstem 

Escalation Levcl 3 - DlreCtor 

1 Manager advtses Director Of need CO e5QlaE and reason 
2 0 rector reviews the t&et to imure ,r qualifies for escalat on 

3 Director calls, emads or pages D nctor of appropriate department wzh Ucket ndmber 

4 DlrectDr notes the t cket, changer eswlatlon to box to level 4 and notes c o m a  bi ling system 

EScalatlOn Level 4 -Vice Presldsnt 

1. Director aaviscs VP of need to escalate and reason 

2. VP calls, emaois. or pagcs VP of appmpnace department w HI t r ke t  number 

http://corelprocedures/escalations/troubl~~te~~ubleesc~ation.h~ 3/21/2003 
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Trouble Escalation 
Trouble Escalation refers to trouble tickets In the Onyx application that are interna 
escalated within Broadwing. Trouble tickets typically involve Issues with customer 
service outages, network outages, or technical problems. 

There are two types of internal escalations involving Trouble Tickets: 

AutomatZc Escalations (generated by Onyx) 
These are trouble tickets automatically escalated within the Oynx system when th 
ticket has not been worked over a certain timeframe. Other groups are paged whe 
tickets are escalated. Customer Care does not have control of these system- 
generated escalatlons. 

Manual Escalatlons (manually escalated by supervisors) 
Only supervisors and above can escalate manually. However, you are still 
responsible for contacting and keeping commitments with the customer. 

~, Escalating Troubles Manually 

Internal Escalation Process 

Who Handles What 

3/2 1 /2003 
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Escalatins Troubles Manually 

Customers sometimes call in requesting escalations on thelr trouble tickets. This 
does not automatically warrant an escalation, Your main goal i s  to  provide excelle 
customer service and escalating every request is not always the best service you 
can give the customer, or the technicians working the tickets. 

You should always utilize your customer service skllls to  make a verbal effort with 
the customer to calm, appease, and keep them satisfied at  the representative lev 
It Is critlcal to educate the customer regarding trouble repairs In order to  manage 
their expectations. Be aware of the following mean time to repalr (MTTR) interval 

i. 
I and advise the customer appropriately: 

-,- +I 

If the customer calls In 30 minutes after reporting a low priority trouble, you woo 
not initlate an escalation. First look at the ticket to determine if the escalation is 
warranted. I f  it Is, adhere to  the followlng procedure: 

a 
Access the trouble ticket in Oynx that refers to the customer's problem. 

sbQ2 
Determine if escalation efforts are already in progress. You should not duplicate 
efforts. 

If another Care rep is currently working the Issue, Inform the customer o f t  
and of any status inFormatlon that Is noted in the trouble ticket. Inform the 
customer that the responsible rep will be contactlng them, based on their 
outstanding commitment. 

Notify the responsible rep that the customer has contacted you and that yo 
have provided an updated status. They will still be the owner of this ticket; 
you have simply assisted the customer on thelr behalf. 

If the customer insists that you work the issue, then you should create a ne 
commitment and advise the other Care rep to cancel thelr commitment. 

s!&J&3 
If no escalatlon is in progress, inform the customer that you will submit their 
request for review. Do not, however, tell the customer that you are escalating the 
ticket. 

http://core/proceduredescalatioas/trouble/escda~~udly,h~ 3/21/2003 
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a 
Make a commltment to  the customer based on their preferences. 

Making a Commitment 

SmS 
Send an email to  both your supervisor and the Level I1 rep with the following 
information: 

Ticket number 
Customer name 

b Reason for escalatlon request 
Escalation level 

Example 
A prlvate line ticket #101000 for Net2000, escalated to a third level, will 
contain the Subject Line: ~et2000 PIIYS~O L I ~  TI&& io1000 ESC. 1st b e l  

Internally, your supervisor or the Level I1 rep will review the escalation requests 
and approve or deny within the hour. This is internal information only and Is not t 
be given to the customer 

M 
Note the trouble tlcket and the account of all actions taken. 

* If your supervisor requests additional Information, you must contact th 
customer to obtain that hfomation in order for the ticket to be worked. 
is up to you to own the Issue and keep track of how the ticket Is belng 
handled. Your supervisor and Level 11s are not contacting the customer 6 
you must take full accountability. 

EIT - 
82002 Bmaawing CornmLnicat oris. All rlghk reserved. 
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Who Handles What 
11 Responsible Group Trouble or Issue 

VOlCe 
Dedicated voice NMC Trouble Repair 

NMC Tmuble Repair Swltched - 
NMC Tmuble Repalr Long Distance ’ 

Data 
Pnvate Une NMC Private Lme 

DAL (Dedrated Access h e )  NMC Tmuble Repair 

DSNOC 

CPE S ~ W K ~ S  & appmprlate NOC CPE 
Internet 

Dedicated Internet INOC 

Dial-up Internet ISOC 

Web Hosting Trouble ISOC 
emrnmerce Trouble ISOC 

I n t e g d d  Access Depends on specific prohiern 

- 
Managed Moderns IDOC - 

Data Center (Hosting Center) Hoshng Center 

Integrated Access orders 
(IAl,  IVl, 110, IFO, IW) 

Private Llne orden 

Provlslonlng 

Heather Russell - Manager 

Marian West - Manager __. --- -_-~ 
(KPI, W ,  I ILJ  It 

ATM / Frame orders Nwma Wood - sr. Manager ~ . .  - 
(FR1, FRO, A i l ,  AT31 

(INl, IN3, INO, Hoshng) 

(501. SO31 

Bllllng Issues 

Internet and HDStlng Center Orders Pat Anderson - Sr. Manager 

DAL and RespOrg , Randy Hugg - Manager 

TM Buslness Billing OPS 

Add t onsto SeNtces 

Cnanges an DAL Form 

Contract Issues or lnvesngahon 

II 
I 

11 

Sales Agent 

Irnmealate Suwwlsor. then QSC Group 

~ e m d  order Aaeptance or BLS ness Records 


